
Board Retreat 
Capital One West Creek Town Center 

 
September 29-30, 2005 

 
 
Attendees: 
Julie Christopher 
Nettie Simon-Owens 
Peppy Linden 
Trudy Brisendine 
Maggi Luca 
Bela Sood 
Mark Johnson 
Ben Owen 
 
DSS Staff 
Richard Martin 
Pat Rengnerth 
 
Absent 
Marilyn Rigby 
William Mitchell 
Danny Brown 
 
Chairman Christopher welcomed members, staff, presenters and the facilitator to the 
Board’s first Retreat.  A brief bio and presentation follows:   
 
Facilitator 
Marge Connelly, Executive Vice President 
Corporate Reputation and Governance 
Marge Connelly joined Capital One in 1994, shortly before the company’s spin-off as an 
independent entity.  As an executive with Capital One, Ms. Connelly has played a 
significant role in Capital One’s growth and success.  As a Fortune 500 company (#200) 
and one of the largest consumer financial services companies in the country, Capital One 
now has more than 48 million customers, $80 billion in outstandings and an earning per 
share growth averaging more than 30 percent annually over the past eight years.   
 
Ms. Connelly’s current role is Executive Vice President of Corporate Partnerships where 
she is responsible for identifying and cultivating key relationships with other business, 
governmental and community leaders and organizations.  Ms. Connelly’s passions extend 
far beyond purely Capital One business interests and into local business and community 
activities.   
 



She is on the boards of the Greater Richmond YMCA, the World Affairs Council, 
Richmond Renaissance, the Virginia Chamber of commerc3e and the Greater Richmond 
partnership.  She serves as Chair of the Virginia Workforce Council as was recently 
appointed by the Governor of Virginia to the Longwood University Board of Visitors and 
the Council on Virginia’s Future.   
She is also past president of the Central Virginia Food-bank and served on the boards of 
the Greater Richmond Chamber of Commerce and the National Council of Better 
Business Bureaus.   
 
In 2003, Ms. Connelly was named “Outstanding Women of the Year” in business by the 
YWCA for her extensive engagement in the community.  She also serves on the board of 
a for-profit hospital, CJW Medical Center – part of the HCA hospital system. 
 
Members thanked Ms. Connelly for volunteering her time to serve as facilitator for this 
ground-breaking Retreat. 
 
Presentations 
Mark Johnson, Director of Lynchburg Social Services stated that he was pleased to hear 
the State Board of Social Services is taking time to work toward an even higher 
performance. He said he believes public service is a higher calling; knowing that we are 
contributing to making society healthier is very satisfying.  He said the work the 
department had done on its Strategic Plan was exemplary.   
 
Goals of the Plan are: 

 Enhance independe4nce, well-being and personal responsibility of customers 
 Establish a performance management system 
 Improve business productivity through effective automation 
 Deliver high-quality customer-focused services 
 Cultivate a diverse workforce capable of accomplishing the system’s mission 
 Optimize and maximize resources 
 Become a learning organization capable of accomplishing the system’s mission 

 
Wallace Bo Harris, Chief Operations Office for VDSS spoke on the System.  Topics 
included the National and State context; state structure; and primary programs and 
performance.   
 

• National 
 -U. S. Dept. of Health and Human Services 
• State 
 -Governor’s Office 
 -Secretary of Health & Human Resources 
 -State Board of Social Services 
 -Virginia Dept. of Social Services 
 
 
 



2002 – 2004 Statistics 
• Food Stamps 
 -Average monthly recipients increased from 339,600 to 436,600 (29%) 
 -Program funding increased from $265.7M to $421.3M (59%) 
 -98.89% of applications processed within 30 days/7 days.  (Target = 97%) 
 -74.8% Participation Rate (Target = 80%) 
 -5.71% Error Rate (Target = 3% or less) 
• Medicaid 
 -Average monthly cases increased from 338,100 to 417,300 (23%) 
 -Program funding increased from $2.4B to $3.5B (46%) 
 -88.8% of applications processed within 45 days (Target – 90%) 
• TANF 
 -Average monthly cases increased from 33,600 to 34,400 (2.4%) 
 -Program funding increased from $96.4M to $116.9M (19%) 
 -72.4% job retention rate (Target = 75%) 
• Energy Assistance 
 -Annual households served increased from 98,600 to 144,000 (46%) 
 -Program funding increased from $27.0M to $28.6M (6%) 
• Adult Services 

 -Home based cases decreased from 6,000 to 5,800 (4%) 
 -Auxiliary grants decreased from 6,700 to 6,300 (-5%) 
 -Home-based funding increased from $15.6M to $16.3M (5%) 
 -Auxiliary grants funding decreased from $22.2M to $19.1M (-14%) 
• Adoptions 
 -increased from 3,600 to 6,500 (80%) 
 -Funding increased from $21.7M to $43.2M (100%) 
• Foster Care 
 -Increased from 7,100 to 8,100 (14%) 
 -Funding increased from $63.9M to $117.1M (83%) 
• CPS 
 -Total completed complaints increased from 29,100 to 32,100 (11%) 
 -Funding increased from $19.7M to approximately $21M (8%) 
• Services and Performance 
 -1.8% recurrence of child maltreatment (Target 4.5% or less) 
 -3% adoptions from foster care (No targets) 
 -86% stability in the first year of foster care (Target =88.6%) 
 -69.9% reunification in first year of foster care (Target =75%) 
 -20.3% of adoptions finalized within 3 years of foster care (Target = 21.2%) 
 -Average time in foster care is 30.3 months (No target). 
 
 
 
 
 
 

 



Elaine M. Ryan, Deputy Executive director for Policy and Government Affairs 
American Public Human Services Association (APHSA), a bi-partisan organization 
representing state and local human service professionals.  Ms. Ryan has directed policy 
for APHSA since 1993 and under her leadership in 2001 APHSA’s issued Crossroads: 
New Directions in Social Policy outlining recommendations for federal policy reform in 
the areas of food stamps, child support enforcement, child welfare, TANF, child care, 
Medicaid and health.  In 2002 more than a dozen of APHSA recommendations for food 
stamp reform were signed into law.  Numerous TANF, child support and Medicaid 
recommendations have been incorporated in the welfare reform reauthorizations bills 
currently pending before congress. 
 
New challenges in state administration of these programs have arisen as a result of al the 
program changes that have been enacted overt the past decade.  At the state and local 
levels of government, programs are often blended to make them more accessible to those 
seeking assistance.  However, rigid and often conflicting program regulations, data 
reporting requirements, and goals pose barriers to state efforts to pursue human service 
program integration strategies.  Federal rules not only add layers of complexity but 
administrative costs as well.  Over the years, there has been an increase in federal 
requirements without concomitant funding to support newly created mandates.  Efforts to 
manage these programs more efficiently thorough implementation of a various 
technologies have been impeded by federal procurement and funding rules.  
Recommendations for simplification of program administration are included it the 
“Human Service Program Operations’ section of this report.  (Report is attached to the 
official minutes housed at the VDSS home office.) 
  
 
Members reviewed the Goals of the Strategic Plan 

1. Self sufficiency 
2. Performance management 
3. Business Systems 
4. Customer Service 
5. How to solicit and maintain diverse workforce 
6. Deal with Revenue Maximization 
7. Staff Development 

 
Members reviewed the Board’s Mission: 
Support the fulfillment of the mission and vision of the Virginia Social Services 
System (VSSS) 
 
Mission: People helping people triumph over poverty, abuse and neglect to share  
  strong futures for themselves, their families and their communities. 
 
Vision: A Commonwealth in which individuals and families have access to  
  adequate, affordable, high-quality human/social services that   
  enable them to be the best they can be. 
 



 
The Board’s 4 main responsibilities are: 

1. Advise Governor and Commissioner 
 Specific written recommendations e.g. Auxiliary Grant Rate 
 Board participation in strategic planning meetings 
 Commissioner’s attendance at State Board meetings 
 Discussions with Commissioner and/ or staff 
 Board participation in specific committees and task forces e.g. Child & 

Family Services Review Committee 
 

2. Perform Investigations and Reviews 
 May be requested by Governor or initiated independently 
 Include a wide range of actions : dept/program reviews; review of specific 

cases; 3rd party review; formal hearing’s issue subpoenas; administer 
oaths; take testimony 

 
3. Promulgate Regulations 

 For all DSS programs and service areas (e.g. CPS, ALF, Foster Care, 
Welfare, etc.) 

 May include regulations for standards; sanctions; procedures; licensing; 
documentation; education and training requirements; eligibility 
requirements; and payments 

 Reviewed by staff less than every four years. 
 

4. Intervene Directly 
 If absolutely necessary, the Board may: remove local board members for 

cause 
 Approve compensation in excess of max for local directors and other local 

employees 
 Direct the Commissioners to provide public assistance payments if local 

areas fail or refuse to do so 
 Direct the Commissioners to file a report with the State Controller if a 

county or city fails to reimburse the state. 
 
 

Members were asked to identify areas that would assist them in becoming a high-
performing Board: 
 

1. Create a mechanism to promote, recognize and reward real success—applaud 
successes 

o Establish guidelines for formal awards ceremony 
o Annual conference on State Board in Virginia 
o Ask locals to bring customer to each meeting to speak on their 

perspectives 
o Showcase a case presentation impacted by a regulation at each 

meeting 



o Provide two to three awards to represent agencies that differ in 
staff 

 
2. Understand the intersections with other departments/agencies 

o Interact and understand the intersections with other 
departments/agencies 

o Create a picture of broader system –how we interact 
o How to handle disasters 
o Encourage training at all levels of  DSS from customer to the board 

 
 

3. Focus more on a clear list of priorities 
o Focus more on a clear set of important items 
o View programs prior to end of fiscal year 
o Create list of State Board specifics 
o Invite National level speaker to address Board 
o Identify three legislative proposals for 2006 and provide advocacy 
o Review Audit 
o If Child Support is so successful—what are they doing different 

than other programs with DSS 
o Consider probable legislative moves that will cause work at the 

Board level 
 

4. Ensure that all constituents have a voice 
o Media effort to share meeting information.   
o Spend time and energies statewide what “public comment” is and 

share the knowledge 
o Put effort into better education of people 
o Revise documents to reflect constituent point of view—should 

have document of families as well; not Just Kids Count.   
o Publish document to everyone on the poor in Virginia—stats 
o PSA’s on programs within DSS 
o Increase engagement of Board members 

 
5. Increase interactions and understanding of local environment 

o Increase engagement of Board members 
o Listen to concerns of localities in area (individually) 
o Attend State Board training or facilitator spend time with Board to 

learn perspective  
o Does our training match local training 
o Assignments on specific topics/ accountability and ownership 
o Meet with other agencies 
o Initiative to get informed and inform/educate others by program 

areas 
o Walk in their shoes for a week—encourage delegates to do this 

 



 
 

6. Have more data to assess programs, localities and overstate service delivery 
performance 

o Increase interactions and understanding of local environment 
o Get feedback from local boards and have them be part of strategic 

plan and get feedback 
o Suggestive reading 
o Provide avenue to hear from local boards 
o Develop outline how local / state Boards interact 
o Suggestive reading for State Board 
o Understand point of view of locals/boards 

 
7. Important Considerations 

o Had more data to assess programs and localities and overall state 
service delivery performance 

o Benchmark outcomes on Board data-proper data to set the policy 
o Gather relevant information for system 
o How are we doing on this )big wants, funding issues) 
 
 

Member Survey Forms reviewed and important considerations listed:  
• It’s been all about regulations ---should it be more? 
• Doesn’t always /often feel like we get something tangible done 
• Worried about inertia 
• All constituencies need a voice, but not all are equally good at 

expressing/influencing—How can the board see and consider all those 
perspectives—the end customer can rarely show up and represent themselves 

• Data is scarce 
• Linkage between state and Local 
• Bold, aspirational goals 
• Time, more board involvement between meetings 
• Need more focus 
• Need more people 

 
Parking Lot List provided by Members: 

1. How does Virginia handle movement within the state in case of disasters- 
presentation to be done at a future meeting 

2. Making existing systems work better – e.g. Increase participation rates 
3. Review participation rates for all programs 
4. Home based care –explain trends  Adult Services—demographics versus 

funds and expenditures 
5. County By County overlap of data 
6. Data on “hard to serve”  adoptions -  dollars, numbers 
7. Foster Care stability versus tenure of foster care providers 
8. Data on identification versus intervention 



9. Perspective of foster Parent and metrics 
10. Look at impact of other services on social services i.e. .healthcare 

facilities; prisons; mental health 
11. Look at caseload metrics –comparisons; definitions; research /best 

practices 
12. Ensuring local Views/challenges priorities are known and considered by 

Board 
 
 
Board Members considered the following: 
Award Program 

 Have 2-3 Awards per year (money or in-kind) for localities that show 
innovations in performing. 

 Local director would choose the program for a successful award 
 Give an outstanding children’s program award; adult program award; and 

a community program award annually 
 Establish guidelines to recognize outstanding program and service 

providers of the year in each program and service area and use as the 
year’s marketing focus 

 Have other departments at each meeting 
 Ask local community action or faith based agencies to give a ten minute 

report on experience on collaborations with local DSS offices 
 Invite a representative of another human service agency (Commissioner, 

staff, Board member) to make a fifteen minute report tour Board on a 
subject of their choice in an area that overlaps with DSS policy 

 Invite other overlapping agencies to present at Board meetings 
 Invite Board member, Commissioner or staff person to speak on issue of 

how they work with DSS and how it might be improved 
 
Natural Disaster 

 Is there an outcome from Katrina that will increase funding from the 
General Assembly to DSS this year 

 Proactively understand how the state would respond to a natural disaster in 
terms of service delivery and support for clients 

 
Rolling Agenda 

 Have DSS speak to the Board annually regarding the objectives for the 
upcoming year 

 Identify a maximum of three legislative priorities for 2006 General 
Assembly Sessions and provide Board advocacy 

 Annually identify focus areas-review progress prior to the end of fiscal 
year 

 Create a list of 6-8 topics and create a two-year schedule 
 Consider needed regulatory changes and likely legislative moves 



 Chair appoints subcommittee of three to identify at least three major social 
service priorities of each candidate for Governor, then board pick one of 
each candidate to be ready to support 

 Audit-yearly forwarded for review 
 
Public Comment 

 Media effort to share public comment purpose/process and announce 
opportunities prior to Board meetings 

 Suggest format for public comment 
 Create template of public comment process and timetable for the public 

and explain prior to public comment period at the Board meeting 
 When a regulation is being discussed, a public hearing set up a mechanism 

that is structured and focused choice that is equitable/fair, representative, 
an equalizer in public debate; get real live stories of real live people 

 Revise regulatory documents to reflect point of view of all constituencies 
 Have presentation (case) related to regulations on agenda at each meeting 

 
Involvement 

 Have Board members meet quarterly with their local directors 
 Attend local board member training or have facilitator of this training 

attend/share with state board 
 Have all board members attend league conference 
 Active specific engagement with local agencies and report to Board i.e. 

Visit an ALF ---consequences 
 Invite local boards to send a member to each meeting and ask them to 

identify their single most important priority 
 Conscious effort to visit small local agencies 
 Attend community and statewide events to support the system 
 Compare service delivery in different localities to understand diversity and 

needs around the state 
 Share strategic plan with local boards and agency staff with state board 

members from that are present 
 Reach out to local boards and build relationships 
 Do local agencies actually think the Board can help them 

 
Accountability 

 Get local boards to be part of change process with new initiatives like the 
strategic plan and get their feedback 

 Chair should request/appoint individual members to assume responsibility 
for something and put it on agenda for a report 

 Each Board member has some responsibility 
 Strategic Plan should have two members 
 Put someone on the child day care council; cps family ; child welfare and 

ALF committees 
 To do list of homework meeting 
 Serve on some programs; advisory capacity 



 Engage with legislators/citizens 
 Educate/inform 
 Be informed by locals 
 Bring info back to board 
 Develop synergies with other agencies 

 
Benchmarks 

 Set own benchmarks that make sense regionally and locally 
 County by county-city by city overlay of programs/services delivered 

versus needed and resources allocated versus needed 
 Create a quarterly/semi-annual performance report by state and local 
 Make sure adequate data is available when a topic is on our agenda 
 Determine what needs to be measured in terms of programs and services 

and match with what is being done—identify gaps and work towards 
closing gaps 

 Review strategic plan measures and make recommendation for additions, 
if needed 

 Benchmark outcomes based on data 
 Obtain data on many priorities that have functional meaning 
 Be able to change course data based (informed) decision support 

  
Locals 

 Have locals identify what they consider competition within their 
communities i.e. Resources/funding program areas, etc. 

 Provide avenue to hear from local boards – their concerns 
 Develop outline for how local and state boards/agencies can interact 
 Can we ask for how local DSS interfaces with other agencies 
 Showcase those that do this well 

 
Board Work Identified 
 

• Create a list of priority issues and develop meeting agenda around it  (Richard 
Martin and Jule Christopher to create a “straw man”.) 

• Assign Board members to topics and/or committees  (Julie Christopher and Pat 
Rengnerth will send out list for interest.  Maggie Luca will serve at the Strategic 
Plan meeting held in Warrenton DSS Office) 

• Create a subcommittee to develop a recommendation to the Governor and 
Commissioner around poverty (Trudy Brisendine will Chair a committee 
working with Peppy Linden) 

• Revise the Invite Letter to include successful programs and client presentations 
(Pat Rengnerth and Julie Chrisopher) 

• Have a presentation by a related agency or organization at every meeting (as 
needed) 

• Push for interagency collaboration (all) 
• Demonstration projects (ongoing) 



• Understand reality of living on food stamp allotment for a week (walk in their 
shoes) (all) 

• Get structured output from individual board members regarding their interactions 
with locals (individual) 

• Create better personal understanding of the client’s experience (all) 
 
Request made to the department by the Board 

• Review “Caseload Metrics” –update study 
• Look at implication of Katrina-like /learning from Katrina 
• Create PSA to run on TV to promote access to a particular program or service 
• Explore possibility of using University Institutes to do research 
• Graphically show other state agencies and their charges as they impact the work 

we do and have work sessions with some of those agencies to clarify overlap / 
understandings 

 
Recommendations to the department by the Board 

• Declare a policy recommendation that all program assessments include client 
card to gauge satisfaction. 

 
 
In closing, the Chair reminded and encouraged members to attend the upcoming VLSSE 
Conference and visit local directors in their respective areas. 
 
Thanks to everyone who took time from their busy schedules to make this Retreat such a 
success. 
 
 


